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I. INTRODUCTION

In accordance with the Arizona Corporation Commission's ("Commission")
September 25, 2002 Procedural Order, the Staff of the Commission ("StafF') hereby files
its report and recommendation on regulations to govern the dissemination of individual
Customer Proprietary Network Information ("CPNI") by telecommunications carriers.
Staff believes telecommunications carriers are in a Lmique position to collect a
consumer's private information. This private information includes, but is not limited to,
private account information such as social security numbers, whom customers call, when
they call, where they call and how long they call. All such information is sensitive and
private in nature. The collection and dissemination of this CPNI raises serious privacy
concerns.

Staff' s recommendations focus on ensuring Arizona consumers are fully informed
of their right to and have a real opportunity to protect against unwanted disclosure and
dissemination of their proprietary account information. Staff's review of the carrier's
performance of its duty to protect CPNI under an opt-out method shows carriers are
failing to provide consumers with: a meaningful opportunity to protect private
information. Therefore, Staff believes requiring carriers to obtain express customer
consent before sharing customer information directly and materially advances the stated
interest of protecting the privacy of telecommunications consumers in Arizona, This
"opt-in" approach fully protects the privacy interests of Arizona consumers while
allowing carriers to realize the benefit of use of such information once consent is
obtained. Staff believes the recommendations and the methods set out herein are
necessary to protect the privacy interests of Arizona citizens envisioned by die
Constitution of the State of Arizona, and the protection of consumer privacy interests
demanded by Arizona statute and Federal Law.

Based upon the information gathered by Staff to-date, Staff recommends that the
Commission adopt rules which require opt-in customer approval before CPNI can be
used, As will be discussed, Staffs recommendations go beyond what is required in the
FCC's recent rules in several respects. The rules must also require clear notice to the
consumer of the right to protect against dissemination of CPNI. Notice must clearly
define CPNI and inform the consumer of their right to protection without affecting their
existing service. Customers must clearly understand as a result of the notice, who will
receive their CPNI and for what purpose. Carriers should be required to periodically
remind consumers of the status of their CPNI release election and their right to
protection. The rules should also provide for only such use and dissemination of CPNI
by the carrier as is intended by the consumer, once approval is properly obtained.
Provisions for the confirmation of a change to the carrier's authority to disseminate
should be included. A requirement for retention of documentation of customer approval
should be set forth. Finally, provisions for waiver of the rules should be included.

Staff acknowledges the significant impact the adoption of diesel CPNI rules will
have upon Arizona's telecommunications carriers. In light of responses to data requests,
the Federal Communications Comlnission's ("FCC") recent Order and the impact rules
will have upon carriers, Staff believes it would be beneficial to have a workshop once
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Staff's proposed rules are released to discuss the Staff proposals and any changes
interested parties believe to be appropriate, before a formal Rulemaking is commenced.

11. BACKGROUND

Development of CPNI rules requires the application of both Federal and State
law. Federal law considerations include Section 222 of the Act, the CPNI rules initially
adopted by the FCC, the decisions of the United States Court of Appeals for the Tenth
Circuit vacating portions of the FCC's initial .CPNI Order, and the recent FCC Third
Report and Order in response to the Tenth Circuit's Decision. State law considerations
include the responsibility owed to the citizens of Arizona by the Commission under the
Arizona
Arizonans by their Constitution. Staff also considered the concerns expressed by
carriers in response to data requests issued by the Staff and in Comments filed in this
Docket.

Constitution and enabling statutes and do s ecial privacy protections affordedg p P p

A. Federal Laws and Policies

1. Section 222 of tHe Act

Section 222, entitled "Privacy of Customer Information," obligates carriers to
protect certain consumer inforrnation.3 Section 222 divides customer information into
three categories: (1) individually identifiable CPNI, (2) aggregate customer information,
and (3) subscriber list information.4 Section 222 defines CPNI as "information that
relates to the quantity, technical configuration, type, destination, location, and amount of
use of a telecommunications service subscribed to by any customer o f  a
telecommunications carrier, and that is made available to the carrier by the customer
solely by virtue of the carrier-customer relationship" including information contained in
bills pertaining to telephone exchange service or telephone toll service received by a
customer of a carrier.5 Congress afforded CPNI the greatest level of protection by stating
it may only be used as required by law or with the consumer's approval.

2. The FCC's Initial CPN] Order

In its CPNI Order released February 26, 1998, the FCC addressed the scope and
meaning of Section 222 in promulgating implementing regulations.6 In order to strike a
reasonable balance between a carriers ability to conduct its business in an efficient
manner and a consumer's reasonable expectations of privacy, the FCC adopted what is

I U s West, Inc. v. FCC, 182 F.3d 1224 (100" Cir. 1999), cert, denied, 530 U.S. 1213 (June 5, 2000).
2 Article II, § 8 of the Arizona Constitution provides that "[n]o person shall be disturbed in his private
affairs, or his home invaded, without authority of law."
3 47 u.s.c. §222.
4 47 U.S.C. §§222(a)-(c).
5 47 U.S.C. §222(f><1>, 47 U.S.C, §222(h)(1)(A).
6Implementation of the Telecommunications Act of 1996: Telecommunications Carriers' Use of Customer
Bgqprietarv Network Information and Other Customer Information; and Implementation of the Non-
Accounting Safeguards of Sections 271 and 272 of the Communications Act of 1934, as amended Second
Report and Order and Further Notice of Proposed Rulemaking, 13 FCC Red 8061 (l998)(CPNI Orders.

"l
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known as the "Total Service Approach." Under this approach the carrier is allowed to
use CPNI to market services to its customers that fall widiin the packages of services
already subscribed to by the customer without prior consent of CPNI use. The approach
recognized that implied consent can reasonably be considered as having been given in
this circumstance since customers would reasonably expect a carrier to review their
existing services from time to time and propose changes to ensure their needs were being
met.

In all other instances, the FCC adopted an opt-in approval mechanism which
required carriers to obtain the express written, oral or electronic consent from their
customers before release of any customer specific CPNI. The FCC also required that
consumers be advised of their rights under Section 222 before the carrier sought approval
of use of the information.

The FCC refused to adopt "preemptive" national rules determining to exercise its
preemption authority on a case-by-case basis. Nonetheless, the FCC's initial order
effectively created a presumption that inconsistent state regulations would be preempted.
The FCC stated, in part, "[s]tate rules that likely would be vulnerable to preemption
would include those permitting greater carrier use of CPNI than section 222 and our
implementing regulations announced here, as well as those state regulations that sought
to impose more limitations on carriers' use. 7

The Tenth Circuit Decision

The FCC's CPNI Order was vacated in part by the Tenth Circuit Court of Appeals
which found that the use of the "opt-in" approach violated a carrier's First Amendment
rights, by restricting their commercial free speech. U.S. West brought suit against the
FCC challenging the constitutionality of its CPNI rules.8 U.S. West challenged the rules
on First and Fifth Amendment grounds The Court applied the Central Hudson analysis
to determine if the restriction violated the First Amendment by asking if the speech was
lawful, if the government had a substantial state interest in regulating the speech, if the
regulation directly and materially advances that interest, and if the regulation is no more
extensive than necessary to serve the interest,l°

The Court summarily dismissed the FCC's stated substantial state interest in
promoting competition by limiting the dissemination of CPN] stating that the FCC had
failed to put forth any "empirical evidence showing the harm to either privacy or
competition."u The FCC had the burden of establishing that the harms recited were "real
and that its restriction will in fact alleviate them to a material degree."12 The Court found

7 CPN] Order at Para. 18.
" U S West v. FCC, 182 F.3d 1224 (1081 Cir. 1999). U S West is now Qwest.
9 4 at 1228.
10 4 at 1233 (citing Central Hudson Gas & Elem. Corp. v. Public Serv. Comm'n ofN.Y.. 447 U.S. 557,

11 See go at 1236-37.

12 4 an 1237.

562-63, 100 S,ct. 2343 (1980)).

3.
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that the government had failed to meet its burden,'3 and that the harm cited was purely
speculative.l4 The FCC, the Court said, had failed to present any evidence about how
dissemination of sensitive or embarrassing personal information would occur, or if it
would ever actually occur at au_15 The Court also stated that the FCC had failed to
provide any analysis of how the sharing of CPNI to allow for the marketing of new
services would impede cornpetitionjI6 Despite having found the harms stated by
government to be unsupported, the Court assumed for purposes of discussion that the
prong had been met.

The Court then found the rules to be more extensive than necessary to serve the
stated interests." The Court stated that while the test did not require the least restrictive
alternative, it did require the regulation to he narrowly tailored to its objective, with a
careful balance of the costs and benefits of the burdens imposed on commercial free
speech.18 The Court further stated that although the least restrictive alternative need not
be adopted to pass the test, when such alternatives are available and are obviously less
restrictive of free speech, they must be considered.19 The Court stated that the FCC had
failed "to adequately consider an obvious and substantially less restrictive alternative, an
opt-out strategy, indicat[ing1 that it= did not narrowly tailor the CPNI regulations
regarding customer approval.°'2°

\

4. The FCC's Third Report and Order

On remand, the FCC considered the burden of its regulations on carriers' free
speech rights.2I The FCC determined that use of CPNI by carriers or disclosure to their
affiliated entities providing communications-related services, as well as third-party agents
and joint venture partners providing communications-related services, requires a
custolner's knowing consent in the form of notice and "opt-out" approval. Second,
disclosure of CPNI to unrelated third parties or to carrier affiliates that do not provide
communications-related services requires express customer consent, described as "opt-
in" approval. The FCC also noted its interpretation of the Tenth Circuit Opinion as
having left the "Total Service Approach" in effect which permits the carrier to use CPNI
to market new product offerings within the carrier-customer service relationship, on the
basis of the customer's implied consent.

The FCC also adopted a policy which gives States much wider latitude in
addressing CPNI concerns at the state level. The FCC stated that should states adopt
CPNI requirements that are more restrictive than those adopted by the FCC, it would
decline to apply any presumption that such requirements would be vulnerable to

13 U s West v. FCC, 182 1=.3d at 1237-38.

14 See 14. at 1237.

15 See 4. at 1237-38.

16See 4. at 1238.

17See 4 .

18 See U S West v. FCC, 182 F.3d at 1238. (internal citations omitted).
19See Q.
20 4 at 1238-39.
21Third Report and Order, at 1[30.
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preemption. The FCC acknowledged that states may develop different records should
they choose to examine the use of CPN1 for intrastate services. The FCC also
acknowledged that states may find further evidence of harm, or less evidence of burden
on protected speech interests. Accordingly, the FCC stated that applying the same
standard, the states may nevertheless find that more stringent approval requirements
survive constitutional scrutiny, and thus adopt requirements that "go beyond" those
adopted by the FCC.

B. State Constitution and Laws Re: Privacy

The Staff and Commission must also be mindful that the Arizona Constitution,
unlike the United States Constitution, specifically provides for the right to privacy of
Arizona citizens at Article II § 8, which provides "[n]o person shall be disturbed in his
private affairs, or his home invaded, without authority of law." Commenting on this
provision the Arizona Supreme Court stated "Arizona is one of the first states whose
founders thought it necessary to adopt explicit protection for the privacy of its citizens."22
The Commission is empowered by statute to protect the privacy of consumer
information: "In supervising and regulating public service corporations, the colnlnission's
authority is confined to adopt rules to: "... Provide that, notwithstanding any other law,
customer information, account information and related proprietary information are
confidential unless5pecy'icaIly waived by the customer in writing."23

Clearly, the framers of the Arizona Constitution, the legislators of the State of
Arizona and the Congress of the United States have recognized a substantial state interest
in the protection of the privacy of Arizona citizens in general and particularly in the
protection of information shared with a carrier facilitating the customer's ability to access
phone service. According to Arizona statute the duty to ensure carriers fulfill this duty
lies with the Commission.

111. DISCUSSION

A. Notice and Use of CPNI by Telecommunications Carriers in Arizona

On June 4, 2002 Staff issued data requests to nine telecommunications carriers
operating in Arizona. The questions presented were designed to determine the nature of
use of CPNI, to was being provided, and the notice provided to customers prior to use by
carriers in Arizona. Responses indicate that CPNI is being used to market products and
services to telecommunications customers. While not all carriers indicated such use, all
carriers indicating use of CPNI in marketing report compliance with PCC rules.
Following is a summary by company of CPNI use and notice provided by carriers to their
customers. Also included is a summary of the carrier's comments regarding any rules the
Commission may adopt on the dissemination of CPNI.

HzGodbehere v. Phoenix Newspapers Inc., 162 Ariz. 335, 342, 783 P.2d 781,787 (1989).
23 A.R.s. §40-202.C.5 (emphasis added),
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1. QWest

Qwest reported that it does not use CPNI to market new services unless having
secured approval. Qwest once having obtained approval may share CPNI with other
Qwest corporations such as Qwest Communications, the long distance arm of Qwest,
Qwest Wireless, or QwestDex. Qwest lists a total of 52 affiliates, spread throughout the
United States, and in Mexico, Hong Kong, the Netherlands, the United Kingdom, Japan,
and Singapore. Qwest may also share CPNI with companies not within its corporate
structure but which act as independent contractors or agents to assist in customer care,
billing, marketing contacts, or collection services. Qwest does not sell CPNI as such,
although notes that CPNI is sold as part of selling an exchange, such as its sale of an
exchange to Saddleback Communications. Qwest indicates it uses CPNI in "finback"
efforts, keeping CPNI records for two years. Qwest provides CPNI to CLECs who
represent they are authorized to receive it.

Qwest provides one time notification prior to soliciting what it terms as long-tenn
customer CPNI approval. This notification has in the past been sent as a bill insert or in
combination with an area code notification change. Qwest provided copies of both its
opt-in insert used from August 1998 to April 1999 and its opt-out insert used in
December, 2001. (Attachments A 84 B respectively). Qwest also provided a copy of the
scripting used by Qwest to obtain oral approval. (Attachment C). Notice of the
customer's ability to withdraw prior approval is also given only once. Qwest states that
notice should be "clear and conspicuous and understandable to the average person."

Qwest uses a code in its customer information systems to verify the customer's
current CPNI approval status. The status is maintained until changed by the customer.
Qwest states it used a variety of methods to follow up to ensure customer understanding
of CPNI status over a three month period. Qwest believes follow up activities should be
left to the discretion of the carrier because of the cost involved compared to the customer
benefit derived.

Qwest opposes use of an "opt-in" mechanism. Qwest stated that customer
interests in protecting the privacy of CPNI are adequately addressed through a
businesses' use of an opt-out CPNI approval process. In its Comments, Qwest stated that
its limited use of "opt-in" under the FCC's ONA CPNI orders and during 1998-99 when
the FCC's CPNI Order was in effect demonstrate that the costs associated with attempts
to secure affirmative approvals are beyond any rational cost/benefit analyses and would
be impossible for business to recoup 24 Qwest cited an article that stated when a default
approval mechanism was opt-in, 85 percent of consumers chose not to provide
personally-identifiable information. In contrast, 95 percent chose to allow use of such
information when the default was opt-out.25 Qwest stated that the authors concluded that

24 Qwest Comments at p. 3.
25 See Paul H, Rubin and Thomas M. Lenard,Privacy and the Connnercial Use of lnformation, Boston:
The Progress & Freedom Foundation and Kluwer Academic Press, 2002.
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requiring opt-in would dramatically reduce the amount of information available to the
commercial sector and would impose substantial costs on consumers. Qwest also
commented that an opt-in policy would result in insunnountable (and unwarranted) costs
for carriers seeking affirmative CPNI approvals. Qwest stated that it is clear that due to
inertia no amount of expense would be enough to secure affirmative approvals in
sufficient numbers to allow a carrier to make practical or effective use of information to
formulate and market offers designed to meet customers' individual needs.

Qwest identified three competitive concerns with opt-in. First, restrictions on the
free flow of information hinder the ability of carriers to compete through formulating and
targeting offers to particular consumers. Second, to the extent restrictive regulations are
applied to some carriers but not others, the carriers subject to the restrictions will be
placed at a competitive disadvantage relative to the carriers who are not subject to the
restrictions. Third, because customers may choose their carriers based in part on
competing carriers' CPNI policies, processes and procedures, competition between
carriers may be affected by the choices these customers make with respect to opt-in, opt-
out or other CPNI issues.

Qwest believes that an opt~out policy is sufficient to address any consumer
privacy interests involving customer information. Qwest noted that this is particularly
true in light of the fact that additional judicial and regulatory mechanisms are available to
protect individuals from any actual carrier misuse of CPNL26

Qwest also stated that the Commission should not adopt rules concerning the form
of CPNI opt-in or opt-out notices. Carriers should be free to dictate the contents of a
carrier's communications with its customers. According to Qwest, the Federal standards
are sufficient. Any governmental insinuation regarding the text of the communication
must pass constitutional muster as outlined in U S West v. FCC.

Qwest believes that CPNI is less sensitive than much of the information collected
by other industries." Qwest also believes that notices should be sent cut only once to a
carrier's existing customer base and once to persons who subsequently become new
customers. Valuable resources are consumed in sending out periodic notices according to
Qwest. Qwest also stated that carriers should not be required to verify or confirm
customer CPNI approval decisiot1s.28 Qwest states that this would be inappropriate in the
absence of any meaningful cost/benefit analysis. Qwest believes that the costs of
verification would not be trivial and would lack any overall "public interest" benefit.
Should verification be required, carriers should be permitted to choose the method.

2. WorldCom

WorldCom epoxied that it does not have a system in place to include CPNI in its
marketing programs, but may use CPN] to determine if a particular service would benefit

26Qwest Comments at p. 9.
27Qwest Comments at p. 15.
28 Qwest Comments at p, i7 .
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a particular customer. WorldCom shares CPNI between its affiliated companies and lists
eight such affiliates. WorldCom stated that because it has no systematic approach to
CPNI usage, it cannot inform Staff of which of these affiliates it actually shares CPNI
with. WorldCom stated that it does not share CPNI with non-affiliated entities and that it
never has, nor has any intention to sell CPNI. WorldCom may use CPNI in "finback"
efforts and relies on FCC rules to do so. WorldCom may use calling pattern information
to assess customer service and product needs.

The MCI group, an affiliate of WorldCom, accesses CPNI in the course of a local
sale. MCI, after receiving real time oral consent from the prospective customer, accesses
the customer's CPNI on the incumbent carrier's database. The consent is valid for the
duration of the call only, The consent solicitation is scripted as follows: "Mr./Mrs.
Customer, to assist in setting up your new service, may I view all of your current Telecom
carrier selections, existing local plans and features during this call? Your service will not
be affected if you say No." WorldCom Group's notification and customer consent
typically are documented in the customer's service agreement, WorldCom Group's
General Terms and Conditions of Service. (Attachment D). WorldCom opined that its
notices are understandable. WorldCom also stated that any follow up requirement to
ensure customer awareness of his or her CPNI status is expensive, time consuming, that
the benefit does not justify the cost, and will result in higher costs for consumers.

In its Comments, WorldCom suggested that an opt-in policy would result in
additional costs to telecommunications providers relative to an opt-out policy. AJAX opt-in
policy reasonably can be expected to result in a great reduction in the usability of such
data to telecommunications providers for marketing purposes, based on the higher
transaction costs it imposes on customers in requiring them to affirmatively respond, and
on the low response rates that direct solicitations generally receive. As a result,
telecommunications providers would need to either vastly increase the amounts they
spend to increase their response rates or purchase alternative data sources for marketing
(which sources are likely to be inferior to the customer's CPNI information). While
WorldCom has conducted no formal studies, in WorldCorn's experience, its own direct
response campaigns rarely have a response rate higher than 2 percent." WorldCom
would not expect the response to a positive opt-in request would be any higher,

An opt-out policy starts with every customer being eligible. The company
estimates that with an opt-out policy, a small minority of its customers would
affirmatively opt-out. The vast 1né nority of customers would be expected to allow daeir
CPNI to be used by the company for marketing new services. WorldCom would expect
that an opt-out policy would preserve much of the value of customer data for marketing
purposes. According to WorldCom, an opt-in policy would largely destroy WorldCom's
ability to use its customer data to market new and different services to its customers
without incurring additional, unnecessary expenses. While WorldCom thinks an all-
inclusive opt-out policy is appropriate, if an opt-in policy is to apply to some categories,

29 WorldCom Comments at p. 5.
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it should be limited to the use of CPNI by entities that are not telecommunications
providers.30

WorldCom does not believe any rules are required beyond those established by
the FCC. WorldCom believes that the notice should be that required by the FCC. While
WorldCom does not believe that any additional confirmation notice requirements are
required, if confirmation/verification notice is required, coniers should be given
maximum flexibility so that they can do it efficiently.

WorldCom stated that there should be no restrictions on carriers sharing of CPNI
once the customer has consented.

Cox

Cox indicated it uses CPNI in its marketing of feature and long distance packages
to customers who do not already subscribe to them. Cox shares CPNI with its cable
affiliate and with Cox Business Services. Cox does not sell CPNI. Cox does not share
CPNI with non-affiliated entities and does not use CPNI in "finback" efforts. Cox uses
CPNI for quality control purposes, to monitor and prevent fraud, to verify identity, and
for internal market research activities. Cox may use calling pattern information to assess
product and service needs.

Cox includes information concerning CPNI rights with the customer's first bill.
(Attachment E). Cox also informs of CPNI rights in an annual disclosure. (Attachment
F). Cox states that its notice is understandable. Cox customer's CPNI approval status is
listed in a field on the customer account record and maintained as long as the customer
remains a customer. Cox states that it would agree to follow up as part of an opt-out
program. Cox believes that requiring an opt-out consent for some types of CPNI while
requiring opt-in for the most sensitive types of CPNI would be administratively difficult
to manage.

Cox opposes an opt-in policy because it would increase the costs of services to
custome1°s.31 Cox stated that this could put a LEC at a disadvantage to competitors that
may not need to use an opt-in policy, such as wireless providers (potentially) and internet
telephony providers who position themselves as long distance providers that also carry
local exchange and local toll traffic. It could also limit the customer's access to
information about new services or more competitive service packages or pricing.32 Cox
also stated that some of the increased costs would consist of significant additional
administrative costs, including substantial software upgrades, data base modifications,
and increased monitoring. Cox further stated that marketing costs would also increase
due to a need to use more mass marketing and less targeted marketing."

30 WorldCom Comments at p. 12.

3] Cox Comments at p. 3.

32 Cox Comments at p. 3.

33 Cox Comments at p. 5.

3.
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With regard to the notice, Cox stated that there should be no significant difference
in the notice for either opt-out or opt-in except to explain the difference between the two.
Cox also  sta ted  that  the notice  should  be provided in mult ip le  languages if the
Commission determines it is appropriate based on the demographics of a service area.
Cox also stated that it would be appropriate to adopt a standard default format that is not
unduly burdensome and that can be modified subject to Commission approval. Cox
believes that companies should be required to provide notice of CPNI issues a minimum
of one time per year.34 The notice should be provided within the first billing cycle and
CPN] should not be provided to affiliated companies for at least 30 days after the notice
to allow customers adequate time to respond.

Cox stated that it believes a verification process is generally unnecessary and
_ . . . . _ . . . 35

creates increased costs, adrmmstrauve dxfficultxes and potential customer confusion.

As to the provision of CPNI to unaffiliated entities, Cox stated duet it is not its
policy to provide or sell CPNI data to nonaffiliated entities.36

4. Citizens
\

Citizens uses only subscriber list information, that is customer name, address, and
phone number in its marketing efforts. It does not use CPNI but instead bases its
marketing effort on payment history information, making offers only to those customers
with good payment history. Because Citizens reports no use of CPNI in marketing it
reports no sharing of CPNI with either affiliates or non-afliliates. Citizens does not sell
CPNI. Citizens' customer service representatives may use CPNI in "finback" efforts.
CPNI can be accessed by representatives for six months after customer leaves and is
archived for seven to ten years. Citizens may disseminate CPNI to its marketing
department and uses CPNI for provisioning, repairing, installing, billing and collecting,
and to respond to customer service inquiries. Citizens opined that the most sensitive
CPNI it acquires are customer calling patterns and customer social security numbers.
This information is restricted to access by "appropriate personnel." Citizens does not
disseminate CPNI to anyone outside of Me company and would do so only upon court
order, subpoena or other legal order.

Citizens stated that it does not solicit approval for use of CPNI because it assumes
it would be denied. Based on its assumption, Citizens uses only CPNI not requiring
consent for use. That is, subscriber list information. Citizens' Customer service
representatives seek approval to view account information during the course of calls. The
approval given is considered valid only for the duration of the call.

In its Comments, Citizens stated that it believes that an "opt-out" CPNI policy is
more practical for ILE Cs to administer and for the Commission to supervise than an "opt-
in" policy. It also stated that the Commission should defer to the FCC's CPNI rules in

Cox Comments at p. 7.

j~' Cox Comments at p. 9.

.16 Cox Comments at p. 10.
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order that a national policy and practice might be applied uniformly in Arizona as well as
other states.37

5. Sprint

Sprint uses CPNI to market services and products not currently subscribed to.
information used includes usage levels, calling patterns, and information about what time
of day and days of week customer frequently calls. Sprint Long Distance shares CPNI
with Sprint Wireless, with Sprint's local telephone division, and vice versa. Sprint does
not seek to share CPNI with other Sprint affiliates or with non~affiliates. Sprint does use
CPNI in "finback" efforts and maintains notices for 13 rondos Customer CPNI consent
remains in the repository as long as the customer remains active with Sprint. Sprint
reports using CPNI for internal reporting, customer evaluation and other purposes
"pennitted Linder section 222." Sprint opined that call detail is probably the most
sensitive CPNI it collects and it does not release calling pattern information. Sprint does,
however, use calling pattern information in its own marketing efforts.

Sprint advises its customers *pf their right to protect CPNI at the time of
subscription. Sprint then provides a second notice in the customer welcome packet.
After this initial notice, Sprint provides periodic notices. Sprint provided such notice in
its booklet of revised terms and conditions sent out June .l, 2002. (Attachment G). From
time to time Sprint sales representatives ask for verbal approval in the course of a sales
call. When this occurs Sprint captures verbal approval on tape and stores the tape in its
repository. Sprint reports that 18% of Arizona customers have opted out and impliedly
consented to Sprint sharing CPNI with affiliates or third parties. Sprint opined that its
notice is clear and understandable.

Sprint uses a systematic centralized repository and notes customer accounts with
codes to verify customer's CPNI approval status. Sprint reported that it does not provide
follow up notice of the customer's CPNI status to ensure the customer is informed as to
his or her status. It believes provision of such notice would be confusing to the customer
and costly to the company.

In its Comments, Sprint noted that as of February 2002, 6.64% of Sprint's
customers have elected to opt-out. Sprint has no estimate of the costs involved in
administering an opt-out policy but such costs are significantly less than the costs of
administering an opt-in policy.38 Sprint believes that an opt-in policy provides a
significant competitive advantage to the incumbent carrier, because the ILEC is able to
obtain opt-in consent from customers more easily and at less cost than its competitors.89
As the provider of local service to nearly all of the residents of Arizona, the ILEC is more
likely to receive calls from Arizona residents with respect to such service.

37 Citizens' Comments at p. 1 .

as Sprint Comments at p. 2.

39 Sprint Comments at p. 3.
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Sprint believes that an opt-in policy would deprive customers of receiving
information about the products and services offered by their telecommunications provider
that may be of interest to them. Sprint would incur significant additional costs to
transition to and administer an opt-in policy since customers would be forced to contact
Sprint Wth their decision. Sprint has approximately 93% of its customers that have
decided through an opt-out program to allow Sprint to share their customer information.
This means that under an opt-in policy approximately 93% of new customers would need
to contact Sprint with their CPN] decision. This means that Sprint would incur a
significant financial burden to increase the work force, implement additional training, in
addition to other related expenses.40

Sprint believes that Mth regard to the notice, the issues do not change regardless
of whether an opt-in or opt~out policy is used.41 Sprint provides CPNI notification in
English and Spanish. Sprint believes that the Commission should not adopt rules to
regulate the content of its notices. Sprint stated that 47 C.F.R. 64.2007(t) requires
telecommunications carriers to provide a one~tirne notification to the customer of the
customer's right to restrict the use of CPNI information.42 Sprint also stated that Ir has
not received any customer complaints related to this issue, and does not believe that
multiple notices are necessary.

Sprint does not believe that a verification requirement is necessary. As far as
sharing CPNI with unaffiliated entities, Sprint's position is that the Commission can
prevent a carrier from selling a customer's CPNI data to outside entities.43 Sprint informs
its customers that it will not share the customer's CPNI with outside entities without the
oustorner's authorization. Finally, Sprint stated that there should be no restrictions on
how CPNI data is used 'ay affiliates of telecommunications conipanies.44

6. AT&T

AT&T responded that it does not use CPNI to market services to which the
customer does not currently subscribe. AT&T stated that it shares CPNI with "various
affiliates" to market, bill, collect, prevent fraud, and to respond to customer service
inquiries. AT&T stated that it may on occasion disseminate CPNI to non-affiliates for
billing and collection purposes. AT&T uses CPNI in "finback" efforts and does not
supply CPNI to new providers without customer consent. AT&T does not now nor does
it plan to release calling pattern information. AT&T has not sold CPNI.

Because AT&T uses CPNI in ways not requiring customer approval no notice is
given to customers concerning their CPNI rights. AT&T opined that any such notice
provided would have to be reasonable and non-misleading per the FCC. They also stated

40 Sprint Comments at p. 6.

41 Sprint Comments at p. 7.

._ Sprint Comments at p. 9.

4.1 Sprint Comments at p. 11 .

44 Sprint Comments at p. I 1.

42
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their belief that requiring follow up with an opt-out approval method would amount to a
variation on the opt-in method found unconstitutional by the Tenth Circuit.

In its Comments, AT&T stated that while it uses opt-in, it has consistently
advocated that the FCC should construe Section 222 as allowing opt-out consent. Under
this approach, carriers would have the choice of using either opt-out or opt~in consent.45
AT&T also argued that recent amendments to Section 222 dealing with wireless location
infonnation (47 U.S.C. Section 2228), Pub. L. 106-Sl, l 13 Stat. 1288) show that
Congress only intended use of opt-out consent under Section 222(c).46 AT&T believes
that an opt-in policy is not sufficiently and narrowly tailored to overcome First
Arnenclient concerns and that the Commission should consider a more flexible opt-out
policy.

AT8<;T does not believe that an opt-in policy would give consumers additional
benefits. AT&T believes that opt-in approval may appear to customers to give them
more control than opt-out, but Ir does not. Under opt-out, it is the customer's
responsibility to invoke privacy. Under other instances, i.e., caller ID and nonpublished
telephone numbers, the customer must take action in both instances to obtain. privacy.
AT&T stated that it cannot be presumed that customer will fail to protect their privacy.

AT&T stated that an opt-in policy would be considerably more expensive to
administer, in that it typically requires outbound telemarketing efforts. With additional
detailed notice requirements the costs of such telemarketing efforts could be prohibitive.
By contrast, the opt-out mechanism requires the mailing of a single notice to the
consumer. AT&T stated that its own experience was that when polled orally, 86% of
consumers agreed to give CPN] approval. AT&T stated that the results for opt-in
approval on a mass market basis based on written notice and approval are likely to yield
few CPNI approvals, not because customers are overly concerned about sharing of CPNI,
but because of the likelihood that inertia will keep customers from responding.

AT&T stated that sufficiency of notice is the key to allowing the customer to
make an informed choice.50 AT&T stated that the narrowly tailored response to
inadequate opt-out notices is not the elimination of opt-out approval altogether, but rather
the implementation of guidelines ensuring that opt-out notices are clear and conspicuous.
AT&T also stated that the FCC does not require carriers to provide notice in a language
other than English. However, in the event any portion of a notification is translated in
another language, then all portions of the notification must be translated into that
language. AT8cT believes that the notice requirements adopted by the FCC are more

45 AT&T Comments at p. 3.
445 AT&T Comments at p. 3.
47 AT&T Comments at p. 4.
48 AT&T Comments at p. 6.
49 AT&T Comments at p. 6
50 AT&T Comments at p, 7.
51 AT&T Comments oz p 8.
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than adequate to inform consumers of their rights. A one-time notice is all that should be
required. CPNI approval once granted should be deemed permanent until withdrawn."

AT&T does not supp011 a verification requirement since this would increase
carrier costs and ultimately the prices paid by consumers without enhancing privacy.

With regard to disclosure to unaffiliated entities, AT&T stated that it does not
disclose CPNI to third parties without express customer approval except to third parties
who act as agents for AT8LT _(e.g., billing; telemarketing, etc), for fraud detection
purposes and as required by law.

7. Valley Telephone Cooperative, Inc., Copper Valley Telephone, and
Vallev Telecommunications, Inc.

Neither Valley Telephone Cooperative, Copper Valley Telephone nor Valley
Telecommunications Company use CPNI in their marketing activities. Marketing
materials and solicitations are utilized from time to time by each company, but such
materials and solicitations are directed to each company's entire customer base, without
the use of customer-specific CPNI. The Companies have no plans to use CPNI in the
future.

The Companies do use CPNI on a regular basis to bill customers, to provide
customer service response and support, to add or delete services as requested, to verify
credit worthiness, to collect outstanding past due bills, to apply capital credits (in the case
of Valley Telephone Cooperative), and to perform other functions essential to the
operation of a telecommunications company.

The Companies do not voluntarily release or sell CPNI to any affiliate or non-
affiliated entity. The Companies have not allowed any third party access to a customer's
calling patterns in the past, and they have no plans to do so in the future. There may be
circumstances under which the companies might be required to provide CPNI to law
enforcement agencies, the courts or governmental regulatory authorities pursuant to
subpoena or court order. CPNI is not currently used in any win-back efforts. For
customer support reasons, the companies maintain historical customer data indefinitely.

The Companies stated that a single approach to the treatment and handling of all
CPNI is essential in order to simplify the administrative burden for the companies that
must comply, and to ensure that customers can easily understand their rights and
responsibilities with regard to their CPNI.

Finally, the Companies stated that there are customers within their service areas
who do not speak English as their primary language. These customers speak Spanish and
other languages.

52 AT&T Comments at p. 10.
53 AT&T Comments at p. 4.
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8. RUCO

RUCO filed Comments stating that the residential consumer has a fundamental
property and privacy interest in protecting private infonnation that he or she must provide
to get a telephone. Arizona law recognizes and protects this interest, which may be
waived only by the individual's informed consent.

RUCO identified several harms associated with CPNI disclosure. RUCO noted
that an observer can run consumers' call patterns through computerized screens to find
consumers with "desirable" behavior patterns.54 Only the observer's ethic will limit the
ends and means for using the information. More importantly, a company can secretly
target the consumer without revealing how extensively these phone patterns make the
consumer's personal life an open book. Arizona law also recognizes that some people
with an ax to grind will access and use personal infonnation to harass or harm osiers and
their families.
others.

5 A person's identity has value that can be "stolen" and used for profit by

RUCO stated that many laws protect groups that, due to professional or
circumstantial factors, have a high risk of suffering harm from such perpetrators. One
method for protecting against such intrusions is to prevent access to personal identifiers,
including the residential address or telephone number of the individual.°6

RUCO stated that since every person who uses telephone service in Arizona must
provide personal information to the phone company as a condition of having a telephone,
the personal information obtained by the company should not be disclosed for profit
without the customer's explicit authorization. A phone company should never be allowed
to presume that a consumer has agreed to the sale ofpersonai information merely because
the consumer has not responded to an offer by the phone company in a mailing. RUCO
likened the issue to a contract, i.e., a notice or offer by a phone company desiring to sell a
consumer's CPNI requires "approval" or "acceptance" by the consumer pursuant to
Section 222 and A.R.S. Section 40-202(c)(5). RUCO believes that the First Amendment
is not involved because the regulation does not concern "speech" Rather, the issue
concerns conduct that is sufficient to support a mutual agreement allowing a phone
company to disclose a customer's CPNI for profit."

RUCO also stated that it was difficult to draw analogies with other industries
since the use of such information in other industries might be more rigorously regulated
and subject to civil and criminal penalties than for telecommunications carriers.

RUCO believes the content, labeling and title of the notice should be regulated if
the opt~out policy is mandated. RUC() stated that fewer notices might be required for an

54 RUCO's Comments at p. 2.

55 RUCO's Comments at p. 3.

56 See A.R.S. Section 32-3801, A.R.S. Sections 11-483, 484, and A,R.S. Section 16.253, A.R.S. Sections
28-449, 450, and A.R.S. Section 40-202(c)(5).
57 RUCO's Commnets at p. 4.
is RUCO's Comments at p, 5.
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opt-in system than for_an opt-out system since the customer's approval for opt-in is more
likely to be voluntary."

RUCO stated that the permissible use of such information should be as limited as
possible. RUCO also stated that the profits from such use should be imputed to the
phone company for ratemaking purposes.

B. Staff Discussion and Recommendation

Under the Third Report and Order,  the FCC gave State commissions wider
latitude to tailor CPNI policies to meet stated consumer concerns and prevent against
harm to customers. While the FCC stated that the record before it did not support "opt-
in" in all instances, it acknowledged that the records developed before State commissions
might support more restrictive policies such as "opt-in" or verification requirements, and
that in such cases the States could adopt more stringent CPNI policies than those adopted
by the rcc.60

After its review of the FCC's Third Report and Order and the comments and data
responses submitted by the carriers and RUC() in this Docket, and public comment
received at various open meetings, Staff supports policies designed to assure informed
customer consent prior to release of the customer's CPNI. Staff recommends that the
Commission adopt rules setting forth its policies on carrier dissemination of CPNI in
Arizona. Highlights of the Staff's recommendations on these policies follow.

The FCC's Total Services Approach defines what carriers may do under 47
U.S.C. Section 222(c)(1) without customer approval, Staff concurs with the FCC that
Congress intended that a carrier could use CPNI without customer approval only when
the information is used in the provision of the telecommunications service from which
the information is derived, or services necessary to, or used in the provision of such
telecommunications service, including the publishing of directories, The FCC's Total
Services Approach utilizes the three traditional service distinctions: local, interexchange
and commercial mobile radio service ("CMRS"). Under this approach, a custolner's
local exchange carrier would be able to use local service CPNI to market a call waiting
feature to them, as one of many offerings that make up local service, but would not be
able to use CPNI to market long distance or CMRS offerings, absent customer consent.
Nonetheless this concept would allow carriers to Use the customer's entire record,
derived from the complete service subscribed to from that carrier, for marketing purposes
within the existing service relationship. In other words, the carrier's permitted use of
CPNI would reflect the level of service subscribed to by the customer from the carrier.61
Carriers would be able to use CPNI to market offerings that are related to, but limited by,
the customer's existing service relationship with their carrier.

59 RUCO's Comments at p. 6.

so See Third Report and Order, at Para. 70.

61See CPN] Order at Paras. 27-48.
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If the service falls outside of the customer's existing subscribed services with the
carrier, the issue becomes one of how best to obtain the customer's informed consent to
release of his or her CPNI. The debate has focused upon whether an "opt-in" approach
(which requires the affirmative consent of the subscriber) or "opt-out" approach (where
consent is implied after a reasonable period) should be used? As discussed earlier, the
FCC initially adopted an opt-in approach. On remand from the Tenth Circuit Court of
Appeals, the FCC more narrowly tailored its approach to the record before Ir. In so
doing, it adopted an "opt-in" approach for the release of CPNI to affiliated entities that do
not provide telecommunications services and other third parties. However, it found the
"opt-out" approach was sufficient for the release of CPNI to affiliated entities that
provide telecommunications services. This would include joint venture use of CPNI by
telecommunications carriers as well as agent use (such as telemarketers) to market and
provide communications related services only.

Staff agrees with the FCC that an "opt-in" approach is justified for the release of
CPNI to affiliated entities that do not provide telecommunications services. Staff
believes that "opt-in" in this instance is also supported by the record in Arizona. As with
the record before the FCC, the record here shows that the government's interest in
protecting consumers from unexpected and unwanted disclosure of their personal
information in CPNI is a significant one. The potential harm to consumers from
disclosure to affiliated entities that do not provide telecommunications services far
exceeds any potential harm that could be done through intracompany use with affiliates
that do provide telecommunications services. As the FCC noted, "...if a consumer's
CPNI is disclosed to entities unaffected by section 222 and our rules, that entity can resell
or use the CPNI in any lawful way without limitation."62 "Once CPNI enters the stream
of commerce, consumers are without rneaningfiul recourse to limit further access to, or
disclosure of, that personal information."63 In these instances the customer has a
reasonable expectation of privacy. Where the customer has contracted for the provision
of telecommunications services, it is reasonable to presume that the customer has a
reasonable expectation of privacy with regard to the dissemination of his or her CPNI to
an affiliate that does not provide telecornniunications services. Staff recommends
flexibility in the manner in which customer consent is obtained in such cases, to include
written, oral or electronic consent by the customer.

While the FCC new rules allow use of the "opt-in" approach also for release to
unaffiliated third parties, Staff believes that this goes beyond a reasonable interpretation
of Section 222: and would permit dissemination in instances where it may not have been
intended.64 Staff recommends that when the information is going to be released to a third
party, unrelated to the Company or the customer, that the customer be required to make
an affirmative written request to the Company which designates the third party to which
disclosure is to be made. Staff believes that this is required by Section 222(c)(2). We
agree with the FCC's reasoning at Para. 55 that the "...[h]arm to the consumer is
exacerbated by the fact that third party entities receiving CPNI have no existing business

62 See Third Report and Order at Para, 54 .

63See Third Report and Order at Para. 54.

64 The Commission has tiled a Petition for Clarification with the FCC on this issue.
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relationship with the consumer and, hence, no accountability to the consumer." The
Comments of RUCO, in particular, also identify many real harms that can result through
unintended disclosure of CPNI. Given these concerns, Staff recommends that the ACC
go further than the FCC in such instances, and require that the customer be required to
make an afiimiative written request to the Company which designates the third party to
which disclosure is to be made. Staff believes that this is actually more consistent with
the practice of virtually all telecommunications carriers in Arizona. As the above
comments by carriers indicate, most either do not release CPNI to unaffiliated entities
(which are not telecornrnunications carriers) or'do so only with a court order.

The other approval issue that remains is how tO obtain customer approval when
the telecommunications carrier desires to disseminate the customer's CPNI to an affiliate,
joint venture partner or independent contractor in connection with communications-
related services that are provided by the carrier (or its affiliates) individually, or together
with the joint venture partner. The FCC found that the use of opt-out was an appropriate
approval mechanism in such cases. The FCC reasoned in such cases that a large
percentage of telecommunications customers expect that carriers will use CPN] to market
their own telecommunications services and products, as well as those of their affiliates.65
The FCC also reasoned that the potential privacy harm from an inadvertent approval
under opt-out is significantly reduced in the intra-company context by the carrier's need
for a continuing relationship with the customer66. The FCC also found that the threat of
an enforcement action would also serve as a deterrent against misuse by an entity
providing communications services.

Given the concerns expressed by consumers in Arizona at the various open
meetings, as well as the potential harm to consumers in disclosing CPNI to intra-
company affiliates outside the customer's existing relationship with the carrier such that
the consumer would have a reasonable expectation of privacy, Staff recommends that the
Commission require the use of the more stringent "opt~in" methodology in this instance
as well.

In recommending rules that require affirmative action by the customer approving
the release of his or her CPNI, the Staff is mindful of the concerns expressed by carriers.
Staff does not agree, however, with those carriers which commented that CPNI is not as
sensitive as other information such as a customer's financial information. Rather, Staff
agrees with the following characterization of CPNI from the FCC's initial CPNI Order:

"Much CPNI, however, consists of highly personal information,
particularly relating to call destination, including the numbers subscribers
call destination, including die numbers subscribers call and from which
they receive calls, as well as when and how frequently subscribers make
their calls. This data can be translated into subscriber profiles containing
information about the identities and whereabouts of subscribers' friends
and relatives, which businesses subscribers patronize, when subscribers

65 See Third ReDDrt and Order at Para. 36.

QsSee Third Report and Order at Para. 37.
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are likely to be home and/or awake, product and service preferences, how
frequently and cost-effectively subscribers use their telecommunications
services, and subscribers' social, medical, business, client, sales,
organizational and political telephone contacts."67

Most of the carriers also expressed a concern that their costs of marketing and
administration would increase substantially if the Commission imposed an "opt-in"
requirement. Yet, many of the carriers could not quantify with any precision to what
extent costs would increase with an opt-in requirement. Additionally, Valley Telephone
Cooperative, Copper Valley Telephone and Valley Telecommunications stated that what
was important from an administration perspective, was that a single approach to the
treatment and handling of all CPNI be used. They stated that this would simplify the
administrative burden for companies that must comply, and to ensure that customers can
easily understand their rights and responsibilities with regard to their CPNI.

The carriers also argued that requiring opt-in would dramatically reduce the
amount of information available to the commercial sector and would impose substantial
costs on consumers. However, AT&]"s experience refines Qwest's assertions in this
regard. AT&T stated that its own experience was that when polled orally, 86% of
consumers agreed to give CPNI approval.

In addition, Qwest, Sprint and COX identified several competitive concerns with
an "opt-in" requirement. Qwest and Cox both argued that to the extent restrictive
regulations are applied to some carrier but not others, carriers are placed at a competitive
disadvantage. Staff does not believe that this is a valid concern since it is Staffs
understanding that at the federal level the regulations are applied to all
telecommunications carriers, and this would be the result at the state level as well. Sprint
argued that an "opt-in" requirement would create a competitive advantage for the ILEC.
Staff disagrees and believes that just the opposite is true. An "opt-out" requirement
would create a competitive advantage for the ILEC given the ALEC's monopoly in the
local exchange market and the fact that Qwest still has approximately 95% of the
residential market in Arizona. Under "opt-out", the custorners` consent would be implied
in many cases which would advantage the ILEC given their much larger customer base.

Moreover public input at the various open meetings in Arizona was
predominantly in favor of an "opt-ih" requirement. Qwest itself stated in its March 29,
2002 comments to the Commission that "[t]he market, rather than the government, should
decide which approval process should be used for CPNI." In Arizona, consumers want
"opt-in".

Finally, Staff believes that the extensive record compiled to-date in Arizona
demonstrates that "opt-out" is not sufficient to protect consumers' privacy concerns.
Implementation of "opt-out" in Arizona has not allowed for a knowing and informed
consent to release to CPNI by consumers, as required by 47 U.S.C, Section 222, Carrier
notices have been confusing, have been combined with other notices and in many

67 CPN1 Order at Para. 61 .
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instances have not been bilingual, even though a large percentage of Arizona consumers
are Spanish spealdng. Thus Staff believes that the use of "opt-out" in Arizona has
resulted in consent being implied in many instances when it may not have been intended.

Therefore, Staff recommends that it publish proposed rules which require the use
of "opt-in", and application of Section 222(c)(2) in instances where CPNI is to be
disseminated to an unrelated third party which does not provide telecommunications
S€I'vlc€s.

Staff also recommends that the rules contain provisions covering notice to
subscribers. Staff agrees with AT&T that the sufficiency of notice is the key to allowing
the customer to make an informed choice. Staff disagrees with others that suggest that
the form of notice need not vary depending upon whether an opt-in or opt-out
requirement is put in place, or that the Commission should rely solely on federal
requirements. Staff also recommends that the mies contain flexible verification
requirements, so as not to be overly burdensome to the carriers.

Staff proposes that a workshop be conducted and that carriers be afforded an
opportunity to comment on Staffs proposed rules.

Staff does not believe the Tenth Circuit's Decision in U S West v. FCC prevents
the Arizona Corporation Commission from adopting and enforcing an opt-in program for
two reasons. Staffs recommendations meet the requirements of the Centro] Hudson test
applied by the Tenth Circuit. The Commission has a substantial state interest in
regulating notice and dissemination of CPNI. As outlined above, Arizona's
telecommunications customers enjoy an enhanced privacy interest in the proprietary
information collected by carriers. Arizona statutes specifically empower the Commission
to pass rules requiring the written consent of telecommunications customers before
carriers may breach the confidentiality of CPNI. By passing this law the Arizona
legislature has identified the protection of CPNI as a specific privacy interest to be
protected by the rule of the Commission.

The rules recommended by Staff will directly and materially advance that interest.
Staff' s recommended mies will ensure consumers are fully informed of their CPNI rights.
The rules will require the consumer to actively waive those rights. The interest of
protecting CPNI will be directly and materially advanced by ensuring informed active
customer decisions. Staff believes its recommendations are no more extensive than
necessary to serve its interest in protecting CPNI. The alternative to an opt-in method is
the opt-out mediod currently employed by carriers sharing CPNI. Staff believes the opt-
out method has proven ineffective in ensuring informed decisions by customers to waive
their CPNI rights.
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Iv. CONCLUSION

Staff believes the responses to its data requests reflect substantial usage of CPNI
by carriers. All carriers questioned with the exception of Citizens and AT&T use CPNI
to some extent in their marketing efforts.

It is Staff" s opinion that the FCC's Third Report and Order allows the
Commission wide latitude in fashioning CPNI policies to address the concerns and harms
associated with its dissemination in Arizona, Staff recommends that the Commission
adopt rules consistent with the discussion above. Staff proposes that it distribute
proposed rules reflective of the above discussion and that a workshop be held to obtain
the input of carriers and interested members of the public. Staff recommends that after
the workshop is concluded on Staffs proposed rules, and the input of interested parties is
received, revised proposed rules be distributed and the Commission commence the
formal Rulemaking process.

\
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EXHIBIT A

Qwest's Comments Re' CPNI
March 29, 2002

/

ATTACHMENT 1

Scripting on the bill envelope:

Important news about your telephone account information.

At U S WEST customer privacy has always been a priority and we
want to assure you that your telephone account information, such
as calling and billing records, the number of lines and features
you have and how you use them, is protected. We use this
information to provide your service, as well as to introduce New
products and services that are tailored to your needs.

1

_I
/

Recent changes in government regulations require that we obtain
your approval to use your telephone account information within U S
WEST for cenainpuwoses. With your approval, we will use this
information only within the U S WEST companies, such as our
wireless, long distance, telephone equipment, and voice mail
divisions. We will not share this information outside off S WEST
without your authorization.

Your approval will remain in effect unless you decide to change
it, which may be done at anytime by just calling us. The choice
you make will not affect the quality of your service and will have
no impact on the products and services to which you currently
subscribe.

If you haven't give your approval, please call us at 1-800-CALLUSW
(1-800-225-5879).

'|
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B. Enclose with your response an original or copy of said notification.
Please include both the initial notification t;o the customer and an example of
a follow-up notification; If oral notice is provided, please include a copy of
the script used.

Qwest has provided a copy of Qwest' s (then U S WEST) opt-in
notice, which was included on the back of customer bills from
August 1998 to April 1999 (See Qwest: ACC Response, response to
Inquiry 1 and Attachment 1) , as well as i t s December, 2001
opt-out bill insert; (id. and Attachment 2} .

I

Oral scripting is delivered along the following lines: "We
want to assure you that we protect your telephone account
information, such as your call ing and bi l l ing records, the
number of lines and features you have, how you use them. We
use this information to provide your service, as well as to
introduce new products and services that are tailored to your
needs. With your approval, we make this information available
only within our Qwest companies, such as our wireless and long
distance, and yellow page advertising companies. We will not
make it available to anyone outside of Qwest without your
consent. Please be assured your choice wi l l not affect: the
quality of service we provide you and it will have no impact on
products and services you currently subscribe to. may I have
your approval to use your information as I have
described? If you your approval at a later
date, just give us to know you've changed your
mind."

choose
a call

account:
t o remove

let us

:~
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GENERAL TERMS AND CONDITIONS OF SERVICE

Important Notice: These General Terms And Conditions Of Service apply to all the regulated interstate
and international telecommunications services contained in this "Service Guide and Price Guide" ("Guide"). They
may be modified or supplemented by service-specific terms conditions contained elsewhere in this Guide,
specifically where individual services are located, or by terms and conditions contained in a written contract
between the Company and the Customer

In the event of an inconsistency between a General Term or Condition, a service-specific term or
condition, or a term or condition in a written contract, the relationship with the Customer will consist of the
following, in order of precedence from (1) through (3): (1) the term or condition in the written contract; (2) the
service-specific term or condition in this Guide, and (3) the General Term or Condition,

TABLE oF CONJENIS

Services
A. Use of Service
B. Service Limitations
c . General Provisions of Service

Term
A.
B.
C.
D.
E.

Term of Service
Service Cancellation or Change by Customer
Service Cancellation by Company
Notice
Service Transitioning

Minimum Annual Volume Commitment, Underutilization and Early Termination Charges

Rates, Charges and Payment Terms
A. Payment Terms
B. Service Credits
c . Fraud

Termination

6. Disclaimer of Warranties and Limitation of Liability

4.

2.

5.

3.

1.

G.
H.

F.

Miscellaneous Provisions
A. Tariff Cancellation
B. Changes to Guide
C. Confidential Information
D. Assignment
E. Supplemental Customer Obligations Pertaining to Customer~obtained Facilities, Security; Site

Access; and Customer information
Customer Data and Privacy
Software and Documentation
Other Provisions

1. Governing Law
2. Waiver
3. Severability
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communications services necessary for interconnecting with the Company's service
{"Facilities"). Customer is responsible for ensuring that such Facilities are and remain
compatible with service, The Company is not responsible for the availability, capacity
andlor condition of any Facilities provided by third parties. Customer hereby grants to the
Company all licenses, waivers, consents, or registrations necessary to deliver, install, and
maintain Company-provided equipment on Customer or Authorized User premises.

.02 Security. Customer, at its expense, will take all reasonable steps necessary to preserve
and protect Company-provided equipment, software, data and systems located on
Customer's premises or, otherwise, in Customer's control and used in connection with
Company service, whether owned by Customer, the Company, or a Company affiliate or
subcontractor, Customer acknowledges and agrees that the Company will not be liable,
either in contract or in tort, for any loss resulting from any unauthorized access to,
alteration of, or use of Facilities used in connection with service.

.03 Customer Site Access. Customer agrees to allow the Company and its affiliates or
subcontractors and their respective employees and agents access to Customer or
Authorized User premises at which service is being or will be provided (including access
to associated equipment).

.GO Customer Information. The Customer must furnish the Company with all information
needed by the Company to install, maintain, change or remove service including, without
limitation, circuit installation and disconnection authorization information.

7.F Customer Data and Privacy

Customer acknowledges that the Company, its affiliates and agents will, by virtue of the provision
of service, come into possession of information and data regarding Customer, its employees and
Authorized Users. This information and data ("Customer Data") shall include, but not be limited to,
data transmissions (including the originating and destination numbers and IP addresses, date,
time and duration of voice or data transmissions, and other data necessary for the establishment,
billing or maintenance of the transmission), data containing personal and/or private information of
Customer, its employees or Authorized Users, and other data provided to or obtained by the
Company, its affiliates and agents in connection with the provision of service. Customer
acknowledges and agrees that the Company, and its affiliates and agents, may use, process
and/or transfer Customer Data (including intra-group transfers and transfers to entities in
countries that do not provide statutory protections for personal information): (1) in connection with
provisioning of service; (2) to incorporate the Customer Data into databases controlled by the
Company and its affiliates for the purpose of providing service, administration, provisioning, billing
and reconciliation, verification of Customer identity and solvency, maintenance, support and
product development, fraud detection and prevention, sales, revenue and customer analysis and
reporting, market and customer use analysis, and (3) to communicate to Customer regarding
products and services of the Company and its affiliates by voice, letter, fax or email. Customer
may withdraw consent tor such communications (or any use, transfer or processing of Customer
Data except for that required to provision, administer, bill or account for the service) by sending
written notice to the Company. Customer warrants that it has obtained or will obtain all legally
required consents and permissions from relevant parties (including data subjects) for the use,
processing and transfer of Customer Data as described in this Section.

7.G Software and Documentation

Software and related documentation provided by the Company to Customer in connection with
service and not otherwise subject to either a separate written contract between the Company and
the Customer or to an accompanying shrink wrap license (collectively the "Software") is subject to
the following:

.01 In consideration for payment of any applicable fees, Customer is granted a personal, non-
exclusive, non-transferable license to use the Software, in object code form only, solely in
connection with service for Customer's internal business purposes on Customer-owned or
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CO M M U N I CAT! 0 N S

2000
CUSTOMER

INFORMATION

• Notification of Customer Rights
Under the Cable Communications
Policy Act of 1984

• Notification of Privacy Rights of Telephone
Customers

• Television Equipment Compatibility Notice

Television Picture Quality Resolution
Notification

Cox Communications
Address

City, State, Zip Code
Telephone Number

Business Hours

4\ 9
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NOTIFICATION OF CUSTOMER RIGHTS
UNDER THE CABLE COMMUNICATIONS

POLICY ACT OF 1984

Dear Cable and/or rte met Customer;

As a customer cf Cox Communications ("Cox" or "we") subscribing to cOle
television services, you are entitled under the Cable Communications Policy Act of
1984 (the "Cable Act") to Know the limitations imposed upon cable operators in the
collection and disclosure of personally identifiable customer information, the type of
personally identifiable information collected, Now such information is used, under what
conditions it is disclosed, the period during which it is maintained and the rights of
customers concerning access to such information and its disclosure. Cox also applies
the information policies of this law to internet access services to which you subscribe.

The law and its policies relate only to personally identifiable information. It also
applies only to information that you have furnished to us or certain information that is
transmitted over our cable facilities. Some of our services permit you to direct
communications outside of our system and this law does not apply to these
communications. For example, this law does not apply to information that you have
directed to third parties over the facilities of on-iine providers or over the Internet.

1.
service, Cox Keeps regular business records that contain the following types of
personally identifiable information: name, serviceaddress, billing address, home
and/or other telephone number(s), social security number or driver's license number,
premium service subscription information (including the movies that you have ordered
on pay~per-view channels), and customer correspondence and communications
records. We also maintain information concerning billing, payment, security deposits
and maintenance and repairs, as well as other service-related information, For internet
access service, the cable system may automatically collect or facilitate the collection of
informationen customer use of the service, including information on the choices that a
customer makes along the range of services offered, when a customer visits a site, and
how long he or she visits the site.

Collection and Use. To better oliovjde you with reliable, Iwigh-caliber

We collect, maintain and use this information, generally to conduct business
activities related to providing you with cable television, Internet access service, end
other services, and to help us detect theft of service. Our detailed business records are
used, and person! information contained in them disclosed, generally to help ensure
you are being property billed for the services you receive, to send you pertinent
information regarding your cable services, to improve the ouaiity of the services we
provide to you, and for other service-related activities. More specifically, this
information is used for financial, legal, tax and accounting purposes, to sell, install,
maintain and disconnect services, to bill and collect charges for the services to which
you subscribe, to gauge customer satisfaction and improve programming and marketing

W
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plans, for customer mailings related to the services we offer, arid to answer questions
from you concerning your bill end services provided to you. We take all reasonable
precautions to identify you or your authorized representative as the inquirer on your
account and to otherwise prevent unauthorized access to your account information.

Cox will not use any electronic device attached to the cable television wires for
the purpose of recording, transmitting, or observing any events or listening, recording,
or monitoring any conversations which take place within your residence, work place, or
place of business without obtaining your express written or electronic consent. .

i

2. Disclosure. Cox considers the personally identifiable information
contained in our business records to be confidential and will not disclose it
without your prior written or electronic consent except as provided in this notice.
We may disclose this information, however, if the disclosure is necessary for rendering
or conducting e legitimate business activity related to a cable service, Internet access
service or other service Cox provides to you. Consequently, we may, for example, from
time to time disclose information to our employees, attorneys, outside auditors and
accountants as required, program guide distributors, collection agencies, construction
and installation contractors, consumer and market research companies, software
vendors, and atfiiiated providers of internet access services or Internet content
services.

Cox wife not make personally identifiable information about you available to
government entities unless we are required to do so by court order, and we will notify
you of the courts order before disclosing the information. Before the court will order us
to disclose any personally identifiable information, the government entity seeking the
information must offer clear and convincing evidence that the subject of the information
is reasonably suspected of engaging in criminal activity and that the information sought
would be material evidence in the case. If a government entity is seeking personally
identifiable information about you under these circumstances, the court must afford you
the opportunity to appear and contest the government entity's claim.

In the event you are a customer of Cox's High Speed Internet Access Service,
you have expressly granted permission to Cox to disclose, without prior notice to you,
information relating to your account such as the name and address associated with a
given IP address or e-mail account in response to:

(3) a subpoena issued in a civil or criminal investigation or litigation;

(b) a civil investigative demand issued by a government entity;

(Cl a court order;

(d) a law enforcement agency request based on emergency .conditions such
es an imminent threat to life and limb or substantial damage or destruction of property.
Examples of such emergency situations would inciuOe Comb threats, kidnappings,
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extortion ttwreats, identifying the service address of a suicidal new and threats to
critical govemmentat or private sector computer systems and databases.

While we do not currently sell lists containing the names and addresses of our
customers or otherwise release customer lists to third parties riot facilitating our
services to you, the law permits Cox to disclose names and addresses only of its
customers to charities, marketing organizations or other businesses for use in mailing
lists, telephone or mail solicitation, market research brother uses. You have the right to
limit or- prevent your name and address from being included on such a list. If you wish
to be excluded from any such list, you must notify us in writing at the address listed on
the front cover of this notice.

3. Retention. Cox maintains the information in our regular business records
as long as you are a customer and for a longer time if necessary for our business '
purposes. Unless e coiN Neg asked us for access to this information, we will destroy it
once it is no longer necessary for our business purposes

l

4. Subscriber Rights. Cox will make available for your examination any
personally identifiable information about you contained in our business records within a
reasonable period of time, and in no event later than ten (10) days after we receive your
written request to examine the information. You shall be responsible for the cost of
copying any documents you request. We will make this information available during
normal business hours at the Cox office listed on the front cover of this notice, and will
give you an opportunity to correct any error in the information we maintain. Section 631
at the Cable Act gives you specific rights if these provisions are violated. If you believe
that a violation of these provisions of the Cable Act has caused you harm, you may
bring a civil action for damages in United States District Court.

NOTIFICATION OF PRIVACY R!GHTS
OF TELEPHONE CUSTOMERS

Dear Teleplwne Cu storer:

Cox also has a policy to protect our telephone customer's network information as
well as their identity if they request to be unlisted, unpublished or request to have their
identity not disclosed. Cox does not provide the identity of any customer who requests a
non-pubiished number and does not sell any of its telephone customer information.
Cox also adheres to the Federal Communications Commissions rules and provisions as
set forth in the 1995 Telecommunications Act which pertains to the protection of
customer proprietary information, information such as our customer's call patterns,
service features, price plans, spending profiles, call destinations, Le. information on
how our customer's use our telephone service. Cox also applies the information
policies described above in the notice to cable and Internet customers, where
consistent with the telephone policy described in this notice.

I
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Cox prides itself on its ability to provide its customers a high-level advanced
telecommunication service, including local calling, long distance, high-speed data and
video service. As such, Cox will access your telephone service information to identify
and notify you of new service offerings when they become available or when we
determine new pricing plans, which may save you money. These existing or new
services maybe offered by affiliated companies of Cox yet this information will not be
disclosed to third parties outside of Cox, except as otherwise required by law, If you
prefer that Cox not access such information you may either call or write Cox at the
number and address listed above. Otherwise, your consent will enable Cox to use your
information and your decision will remain in effect until you notify Cox that you wish to
either revoke or change your existing consent. Your decision on whether to provide
consent to Cox will in no way affect the services you cu.rrentfy receive.

TELEVISION EQUIPMENT COMPATIBILITY NOTICE

Do I need a cable converter and where can I get one?
I

l

A: Some models of TVs and VCRs - especially older TV sets that are not "cable
ready" - may not be able to receive all of the channels cohered by the cable system
when connected directly to the cable system. If your TV or VCR is not able to receive
all of the channels ottered by the cable system when connected directly to the cable
system, you can obtain a set-top channel converter or other eouioment from Cox or a
retail store at a nominal charge to enable your TV and VCR to receive ail cable
channels. Please note that some Cox premium or Pay-Per-View channels may not be
available with a retail receiver. Also, you should know that receivers with Descrambling
units are illegal to sell or use unless authorized by Cox.

Will I need additional equipment?

A: Where service is received through a set-top channel converter, you may not be
able to use special features and functions of your TV arid VCR, including, but not
limited to, features that allow you to: view a program on one channel while
simultaneously recording a program on another channel; record two or more
consecutive programs that appear on different channels, and, use advanced picture
generation and display features such as "Picture-in-Picture" and channel review. Cox
may be able to resolve these issues through the use of an additional converter or other
equipment which is avaiiaOie for lease upon request.

Where can I get a remote control?

A: RemOte control units that are compatiOie with set-top channel converters or other
terminal equipment may be obtained from Cox or from sources other than Cox
Communications, such as retail outlets. A list of compatible remote control models is
enclosed. You are encouraged to contact Cox Communications to inquire about
whether a particular remote control unit would be compatible with your equipment.

i
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Please note that customer owned remote control units may not be functional if Cox
Communications changes the set-top channel converter or other terminal devices.

COMPATIBLE TELEWSEQN REMOTE CONTROL MODELS
[insert manufacturer's) and mode/ rrumber(s)]

TELEVISION PECTURE QUALITY
RESOLUTION NOTIFICATION

What do I do ill have a poor quality picture on my TV?

A:
receive, you should calf the caoie company at the telephone number listed on the front
cover of this notice. A fitly-trained Customer Service Representative will do ell
possible to resolve your problem Over the telephone. If this cannot be done, an
appointment will be established to have e skilled technician come to your home in
order to resolve your reception problem. If, in your opinion, the service technician fails
to correct the reception problem, you should call us again and we will review the
actions taken. Should we continue to Oe unable to resolve the problem to your
satisfaction, we will inform you of our determination, and the reasons we cannot solve
the problem.

Upon experiencing problems with the quality of television signals that you

What if COX cannot resolve my problem?

A: Cox Communications serves multiple franchised areas. Ii' you believe Cox Nag
not properly resolved your issue, please contact the applicable franchise authority at Me
address and teiepNone number listed on your moritNly cable Pill
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, -Spent

Dear Valued Sprint Customer,

Sprint is committed to keeping its customers informed. Because of changes in the industry, Sprint is
changing some of its existing rates, terms and conditions. Please read the enclosed booklet, Sprint
Terms and Conditions of Service and Rate Changes, which reflects the updates.

Sprint would like to call your attention lo the following:

ro
cy

Effective July 8, 2002, Sprint is raising its Carrier Universal Service Charge ("CUSC"} from 9.9% to
ti 3%. See Section 4.1 of the enclosed booklet. Sprint uses the CUSC to fund its required
contributions to the Universal Service Fund ("USF"). Federal law requires Sprint to make these
contributions to support telecommunication services to rural customers, schools and other entities
that the Federal Communications CoMmission ["FCC") designates. The FCC determines the
amount that Sprint and other carriers must pay into the USF and recently increased the percentage
factor for Second Quarter 2002 USF payments. The FCC is expected to increase the factor again
for Third Quarter 2002.

Ia
N
m
cu

For various reasons, Sprint's CUSC is higher than the FCC's contribution rate. In an environment of
increased competition and declining revenues, Sprint must ensure that it collects enough revenue
from current services to make the required USF payments. SprinTs CUSC is primarily designed to
account for the facts that USF payments are based on Sprint's billed revenues from six months
earlier, that Sprint will not collect all of its invoiced revenues (for example, due to bad debt), and that
Sprint incurs administrative costs in collecting CUSC.

Further information about the CUSC has been available in Sprint's tariffs and through Sprint
Customer Service This information can now also be found in the service schedules on Sprints
website. The FCC provides information about USF charges at:
www.fcc.oov/coblohonebillslsamoIgPhonebill.html

Sprint respects your privacy. Please be sure Io review our privacy policy in Section 12 of the
enclosed booklet.

We would also like to take this opportunity to introduce you ac: some new services:

Sprint Solutions" includes all your local service, our most popular calling features like Caller ID
and Call Waiting iD, plus 120 anytime domestic long-distance minutes.
Sprint 7¢ Anytime"" long~distance plan for stale-to-slate calls any time of day for a low monthly
fee.
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Additionally, Sprint would like lo make you aware of a service that allows you to protect your
telecommunications choice and your current long-distance service, By applying "line protection" to
your Sprint long-distance account, you prevent another carrier from switching your long-distance
carrier without your permission (otherwise known as slamming). You may apply line protection lo your
local long distance or your state- to- state long distance, or both, and it's a free service. If at any time
you wish to make a carrier change. you may easily remove line protection by contacting your local
phone company, To protect your Sprint account and your rates, call Sprint today.

If you require additional information regarding Sprint's rates, terms or conditions, please visit our web
site www.sDrint.com/ratesandcunditionsl or call 1-88a-723-a010_ For information about the above
services and other Sprint products and services visit: www.sDrint.com/local

As always, we thank you for your business and remain committed to providing you with the same high
standard of service - for all your communications needs_

Sincerely.
I

.\ 9
',

\
Cl'-T1

Daniel Alcazar .

Assistant Vice President, Mass Markets Organization
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MERCHANTABILITY ANO FiTness FUR A PAFITICULAH PURPOSE.
SPRINT ALS() MAKES NO WARFIANTY THAT THE SERVICES WILL
BE UNINTERRUPTED OR ERROR-FREE. YEIU MAY NUT HELY ON
STATEMENTS DF WAHRANW ABOUT SPRINT'S SERVICES; SUCH
STATEMENTS ARE NOT AUTHURIZED BY SPRINT AND AHE NOTA
WAaHANW BY SPR1NT.

3.1. Exclusions. Sprint is not labia Fm claims or damages from:

A. your or your Authorized Users' f aunt, negligence or failure to
perlnrm your responsibilities,

B. 'third party claims against you that arise out of your or your
Authorized Users' use of the Services;

C. claims lot third party acts nr omissions,

D. your or your Authorized Users' acts or omissions,

E. the acts or omissions of any non-Sprint entity furnishing equipment,
services or facilities for use with Services; i

E claims from a breach in the privacy or security of communications
transmitted over Sprints new/uork, unless caused by some act or
omission of Sprint;

G. claims due to fraudulent or unauthorized use of the Services provid-
ed to you, or unauthorized use of your telephone f abilities to place nails
on the Sprint network, or

H. a problem with the interconnection of Sprint's Services with the
services or equipment of same other party

10. YOUR 1_1ABILITY

You will indemnity, Fiend and hold Sprint harmless from all claims and
demands Hy third parties for loss or damages arising out of the use al
Services by you or your Authorized User, including but not limited to:
claims al libel, slander, or the infringement al copyright; claims for the
unauthorized use of any trademark, trade name, or service mark arising
from the material transmitted over the Services; claims of infringement
of patents arising from, combining with, or using in connection with, the
Services, any apparatus and or systems furnished by you or your
Authorized User, and all other claims arising out of any act or omission
al you or your Authorized User in connection with the Services

11. lnr5anArlonAL sErvicEs

11.1.Foreign Carrier Restrictions. Foreign carriers or regulatory
agencies may impose, upon the portion of the end-to-end international
service or facilities [hay provide, certain limitations or restrictions that
may limit your ability or that of your Authorized Users to use the Sprint
Services. You or your Authorized User must conform to any limitations
or restrictions imposed by the foreign carriers or agencies.

111. Foreign Carrier Acts or Gmissiuns.

A. When other U.S. or lorcign carriers and Foreign Telecommunications
Administrations use facilities to Esta biish connections to points not
Rea :had by Sprint's facilities, Sprint is not liable for acts or omissions of
other carriers or Foreign Telecommunications Administrations,

B. International calls are priced on the basis of the country and city
codes dialed by you. When the facilities al other U.S. or foreign carriers
are used in establishing connections to points not reached by Sprint's
facilities, Sprint is not Lia be for refunds or damages if those calls do not
terminate in the county, city, or area codes normally associated with
the called number

IZ. PRIVACY

12.1. Information Oblained Dnline. Sprint's privacy policy governing
information about you that Sprint obtains over the Internet is at
www.sprintr:om

121. Customer Proprietary Nehnorh lniormation. As Sprint provides
Services to you, we develop information about the ouantlty_ technical
configuration, type, destination, amount of Services you use and other
information found on your bill {"[:customer Iniorrnation-). Under federal
law, you have a right, and Sprint has a duty, lo protect the confidentiality
al your Customer information. In order to serve you in the most
effective and efficient manner, Sprint may use or share your Customer
information with others in the Sprint family of companies for purposes
of determining and offering other Sprint products and services that may
interest you. However, if at any time you so desire, we will not use your
Customer information to offer you products and services that are
unrelated to the Services you currently receive from Sprint. If you
would prefer that Sprint not use your Customer Information for this
purpose, please call W-BBB-212-2145. lForTTf users who are deaf or
hard of hearing, dial I-800-877~HB73 m contact a TTY operator. Request
the TTY operator to dial l~888-212-2345 and notify Sprint thalvou do not
want Sprint to use your Customer ln1ormation_l Rest assured than your
decision will have no impact on your current Sprint services and Thai
we will never provide your Customer Information to companies outside
the Sprint family unless you authorize us in writing to do so.

12.3. Use ml Recording Device:

A. Sprint's Services are not adapted to the use of recording devices.
ll you use such devices to record your conversations, or for other
purposes, you do so at your own risk.

B. You may use a recording device to record your conversations only
if you comply with all applicable laws and regulations, including the
following requirements prescribed by the Federal Communications
Commission:

1. prior to the conversation taking place, you obtain the written or
verbal consent of all parties to the conversation that the conversation
is being recorded, or you notify each person on the call at the
beginning of the call that you are recording the cell (you must
record this notllicationl; or

2. you use a distinctive recorder tone, repeated at intervals of
approximately 15 seconds, to alert all parties to the conversation that
a recording device is being used.

C. These FCC requirements do not apply to recording incoming calls
made to emergency telephone number such as Sn) and responsive
outgoing calls; to calls Mada to or loom relevant government agencies
in emergencies, to calls made for illegal purposes such as bomb
threats, kidnap ransom requests and calls made in response; to calls
made by the United States Secret Service of the Department of the
Treasury concerning the safety and security al the person of the
President al the United States, members al the Presidents immediate
emily_ or the White House and White House grounds; or to calls

allowed to be recorded pursuant to court order

12.4. Caller ID. SprintS provision of Caller ID Service. including
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